


• Judge Richey Court Order  

 

• System for taking & resolving, or referring complaints 

 

• Applies to Job Service and non- Job Service complaints 

 

• Does not apply to complainants in UI, WIOA Title 1 (low –

income adults, youth and dislocated workers) or complaints 

submitted by Veterans. 

 



• Complaint- A representation made or referred to a State or 

local Job Service office of an alleged violation of the 

employment service regulations and/or other Federal, State or 

local employment related law 

 

• Job Service (JS)-relating to the job service system 

 

• Non-JS- relating to employment related laws. 

 



• Complaints against an employer who participated in the 

employment service system. 

 

• Complaints against an employment service office or the State 

Workforce Agency(SWA). 

 

• Complaints regarding violations of the terms and conditions of 

a job order. 

 



• Complaints may fall under both  JS and Non- JS: 
‐ EX: WHD or OSHA violation that was referred through a job order. 

 



• Each American Job Center(A JC) must display a Complaint 

System Poster. 

• Each A JC must have a trained Complaint Specialist. 

• All complaints must be logged. 

• Outreach Workers may also accept and log complaints 

• Outreach Workers must explain the Complaint System to the 

MSFW’s when conducting outreach. 

• Determine if the complainant is an MSFW. 

• Determine if the complaint is a JS or Non-JS complaint. 

 











Log the complaint and 
explain the operation  of 

the  Complaint System  

 

Try to resolve at local 
level 

If not resolved with in 15 
days(non-MSFW) 

5 days  for MSFW 

Referring to the 
appropriate agency. 

(another public agency, 
legal aid organization or 
consumer advocate as 

appropriate) 

Follow up Once resolved 

Copy of  complaint 
determination must be 
sent via certified mail 

and via electronic mail. 



If the complainant is an MSFW: 

 

• Explain Job Service Complaint System 

• Assist with complaint forms 

• Log complaint 

• Refer complaint to the SMA 

• Provide complainant a copy of the referral and complaint. 

 



If the complainant isn’t  an MSFW: 

• Offer appropriate One- Stop Services 

• The SWA must refer the complaint to the appropriate 

enforcement agency, another public agency, an attorney, a 

consumer advocate and/or other appropriate assistance and 

follow-up monthly. The SMA must notify the complainant 

periodically of the status of the complaint. 

 



Complaints that fall under JS and Non-JS (ex: WHD violation 

pursuant to a job order) shall: 

• Follow the complaint  process; and 

• If complaint is not resolved at the local level, refer complaint to 

the SWA Administrator. 

• SWA Administrator must refer complaint to appropriate 

enforcement agency. 

 



• The complainant indicates satisfaction with the outcome; 

• Chooses not to elevate the complaint to the next level of 

review; 

• Fails to respond to a written request within: 

o 20 working days for Non-MSFW; 

o 40 working days for MSFW’s 

o Exhausts the final level of review. 

 



• Non-MSFW: If not resolved at the State level within 30 working 

days after the complaint was received. 

 

• MSFW’s: If not resolved at State level within 20 working days 

after the complaint was received. 

 



• The results of any State office investigation . 

• Conclusions reached on the allegations of the complaint. 

• An explanation of why the complaint was not resolved 

 



• If the State finds that an employer violated JS regulations, the 

State will initiate procedures for discontinuation of services to 

the employer under subpart F. 

 



• If the State finds that an employer has not violated JS 

regulations, the State must offer to the complainant an 

opportunity to request a hearing within 20 working days. After 

the certified date of receipt of the determination notification. 

 



• For MSFWs: Once the complaint has exhausted all State agency 

administration remedies (and the complaint is appealing the 

State determination), the complaint may be referred to the ETA 

regional office. 

 



Lance Butler 

Lance.butler@tn.gov 

615-741-5671 

 

 

Randy Warren 

Randy.warren@tn.gov 

615-770-0493 
 

 

Melissa Foy 

Melissa.foy@tn.gov 

615-253-1976 

 

 

Tyler Long 

Tyler.long@tn.gov 

615-253-1976 
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• An Individual Employment Plan (IEP) is a plan to get the 

participant from where they are now to where they want to be 

(goal). Envision the IEP as directions on a road map.  



• Sets clear expectations – Provides the participant with a clear series 

of specific action steps they are expected to undertake.  

• Living document – Able to be edited and should continue to grow as the 

participant advances through their program.  

• Utilizes the SMART principle – Goals and objectives are Specific, 

Measurable, Attainable, Realistic and Time Driven 

 



• Specific – The steps must be very specific so that they know exactly what 

it is they need to do to achieve their goal.  

• Measurable – There needs to be a way to measure if the goal or 

objective has been met.  

• Attainable – The goals and objectives should be realistically attainable 

within the time frame.  

• Relevant – The steps to be undertaken must be relevant to the goal 

stated.  

• Time Driven – This is a commitment for the participant to do things by 

certain dates.  



• An IEP is a guide for both the participant and case manager to take 
necessary steps/actions to assist the participant in becoming re-
employed.  

 
• The IEP includes goals and assignments for the return visit, as well as 

long term goals 
 
• The IEP will be developed cooperatively between the case manager 

and the participant 
 
• Required services will be chosen depending on the individuals 

assessed needs.  
 
• Goals and action steps are not “cookie cutter”.  The IEP should be 

tailored to the need of each specific participant. 
 

 
  



• The goal and the action steps are identical 

• The action steps entered have nothing to do with the goal that was 

entered 

• The goals are action steps or vice versa 

– The goal is what you want the participant to accomplish 

– The action steps are what the participant needs to do to accomplish the goal 

• The goals outlined are unrealistic 

– Remember that there is a difference between short term and long term goals.  It is 

not realistic to expect that a participant will obtain their High School Equivalency 

Diploma by their next scheduled meeting which could be a month away. 

 



• Taught interior design for the last 15 years   

•  Actively volunteers where he performs administrative 

functions, coordinates outreach and plans event 

• Managed interior design projects for his previous 

employer 



• Learn more about what other career path(s) that the 

participant might be interested in or qualified for 

 

• Learn more about several short term training options 

 

• Participant needs to develop job searching, interviewing 

and resume writing skills 



• Has worked through temporary agencies holding 8 

temporary positions and has several gaps in employment 

• Lacks a high school diploma 

• Would like to attend college 

 



Short term goals 

• Participant should become more comfortable with the 
interviewing process 

• Update her resume to Functional or Combination format 
that will work better for her short term job situation 

• Contact Adult Education to enroll in classes to obtain her 
High School Equivalency Diploma 

 

Long Term Goals 

• Explore training options and training providers for post 
secondary training/certification 

 



• Once logged in and managing a participant, find the Staff Profiles 
heading and expand the Case Management Profile tab the select 
Plan 



IEP Goal 

Training and employment 
is not specific 

Action 
steps 

should be 
added in 

the 
comments 

box 



The IEP is a living document so an open IEP can be edited 

 

 






